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ABSTRAK 
 
EVALUASI TINGKAT KEPUASAN NASABAH  
TERHADAP PELAYANAN FRONT LINER  
PADA PT. BTPN PURNA BAKTI KCP KARANGANYAR 
 
Rykma Alodya 
F3614087 
 
Pelayanan front liner pada sebuah bank merupakan salah satu hal terpenting 
yang dapat menentukan keberhasilan bank. Front liner adalah bagian yang secara 
langsung berhadapan dengan nasabah. Seiring berkembangnya kemajuan 
teknologi, persaingan di dunia perbankan semakin pesat. Untuk menghadapi 
persaingan, bank harus melakukan inovasi dalam meningkatkan kualitas pelayanan 
front liner demi mendapat banyak nasabah. Peningkatan kualitas pelayanan dapat 
dilakukan dengan mengacu pada tingkat kepuasan nasabah selama ini. Penelitian 
ini bertujuan untuk mengetahuhi bagaimana tingkat kepuasan nasabah BTPN Purna 
Bakti KCP Karanganyar terhadap pelayanan front liner BTPN Purna Bakti KCP 
Karanganyar. 
Penelitian ini menggunakan teknik pengumpulan data dengan studi 
lapangan yang terdiri dari observasi, wawancara, penyebaran kuesioner dan 
pengambilan sampel sebanyak 75 responden. Teknik pembahasan yang digunakan 
adalah metode analisis deskriptif yang membahas mengenai jawaban yang 
diberikan responden pada kuesioner.  
Prosedur pelayanan front liner meliputi ketentuan area kerja, penampilan, 
greeting awal, sikap, pelayanan nasabah dan greeting akhir. Dalam penelitian ini 
tingkat kepuasan nasabah diukur dengan menggunakan atribut-atribut dalam 
dimensi kualitas pelayanan di antaranya bukti fisik (tangibel), keandalan 
(reliabilty), daya tanggap (responsiveness), jaminan (assurance) dan empati 
(emphaty). Penilaian tingkat kepuasan nasabah terhadap pelayanan front liner pada 
BTPN Purna Bakti KCP Karanganyar terbagi menjadi empat bagian (kuadran) yang 
tergambar dalam diagram kartesius. Kuadran A (prioritas utama), Kuadran B 
(pertahankan prestasi), Kuadran C (prioritas rendah) dan Kuadran D (berlebihan). 
Berdasarkan hasil penelitian, dapat disimpulkan bahwa pelayanan front 
liner BTPN Purna Bakti KCP Karanganyar kepada nasabah sudah baik dan sesuai 
dengan prosedur pelayanan dan ketentuan. Namun perlu ditingkatkan lagi agar 
kualitas pelayanan front liner BTPN Purna Bakti KCP Karanganyar dapat 
dipertahankan. 
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ABSTRACT  
 
EVALUATION OF CUSTOMER SATISFACTION LEVEL  
ABOUT FRONT LINER SERVICE  
IN PT. BTPN PURNA BAKTI KCP KARANGANYAR 
 
Rykma Alodya 
F3614087 
  
Service front liner in a bank is one of the most important things that can 
determine the success of the bank. Front liner is the part that directly deal with 
customers. In line with technology development which more advanced, competition 
in the banking world is growing rapidly. To face the competition, banks must 
innovate to improve service quality front liner in order to get a lot of 
customers. Improving the quality of service can be done with reference to the level 
of customer satisfaction so far. This research meant to determine how the level of 
customer satisfaction of BTPN Purna Bakti KCP Karanganyar to front liner service 
BTPN Purna Bakti KCP Karanganyar. 
This research used data collection techniques with field studies consisting 
of observations, interviews, questionnaires distribution and sampling of 75 
respondents. The discussion technique used is descriptive analysis method that 
discusses the answers given by the respondents on the questionnaire. 
Procedure front liner services include provision of workspace, the 
appearance, the initial greeting,attitude,customer service and final greeting. In this 
research, the level of customer satisfaction was measured using the attributes of 
customer satisfaction was measured usng the attributes of service quality 
dimensions of which physical tangible,  reliabilty, responsiveness, assurance and 
empathy. Assessment of the level of customer satisfaction with the services front 
liner in BTPN KCP Karanganyar Purna Bakti divided into four sections (quadrants) 
are illustrated in the Cartesian diagram. Quadrant A (top priority), Quadrant B (keep 
achievement), Quadrant C (low priority) and Quadrant D (excessive). 
Based on the results, it can be concluded that the front liner services BTPN 
KCP Karanganyar to customers has been good and in accordance with the 
procedures and conditions of service. But need to be improved so that the quality 
of service front liner BTPN KCP Karanganyar Purna Bakti can be maintained. 
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